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 A year of transition

 Integration initiatives

 Information distribution

 Team multidisciplinarity and efficiency

 Requests for assistance and complaints

 Statistics

 Observations, suggestions and 
recommendations



Total number of dossiers received is similar to previous year 

 Non-medical: 1484 vs. 1496 (slightly more requests for 
assistance this year)

 Medical: 74 vs. 84
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Percentage of dossiers received by CPQS by mission

 Active care: 69.18%

 CHSLD: 17.20%

 CLSC: 8.60%

 Rehabilitation: 5.02%
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Percentage of dossiers received by MedEx by mission

 Active care: 90.48%

 CHSLD: 7.14%

 CLSC: 1%

 Rehabilitation: 1%
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Motives of complaints to CPQS

 Quality of care: 31.18%

 Interpersonal: 26.47%

 Environment: 16.76%

 Access: 14.41%

 Specific rights: 6.47%

 Financial: 4.71%
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Motives of complaints to MedEx

 Quality of care: 68.21%

 Interpersonal: 22.52%

 Environment: n/a

 Access: 4.64%

 Specific rights: 3.97%

 Financial: 0.66%
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Dossiers treated within the 45-day delay

 CPQS: 62.5% vs 52.66%

 MedEx: 7.5% vs 9.49%
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Dossiers that were taken to the second level

 CPQS: 7.88% (Protecteur du Citoyen)

 MedEx: 14.28% (Review Committee)
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 The good news: we are ready!

 One official report received in 2017-2018 (more since April 1st…)

 Règlement «mécanismes de surveillance» in force since March 7

 The CPQS has commented the Politique-cadre Draft



Case no.1

Event

A user who lives outside the territory of our CIUSSS has received
care at the JGH for years. He is now being treated in oncology.
He worries that he will have to get a specific treatment in a
facility on his territory of residence and is afraid that over time
he will be prevented from obtaining care in our CIUSS from the
physician he trusts.



Case no.1

Resolution

An oncology department team member specially trained to
inform and guide users in this type of situation contacted the
user. They reassured him of his right to continue to be treated
by the doctor of his choice, while having the option of obtaining
treatment with no wait times near his residence.



Case no.2

Event

A user complained about the abruptness and unfriendliness of a
staff member during a clinical test.



Case no.2

Resolution

The staff member apologized. They also provided the explanation that the
his body language and fast movement could have been misinterpreted. He
also explained that the adhesive bandages used for the evaluation are
removed quickly to avoid causing pain to users. He made a commitment to
be more attentive and ensure that users understand the reason behind his
movements before he starts.



Case no.3

Experience

During an interview when registering in one of our centres, a woman was
outraged to be asked, “Do you have bedbugs at home?” She asked the
professional responsible for her dossier to prove that was a standard
question for everyone who request services and asked to be mailed the
standard form for proof.



Case no.3

Resolution

Following consultation with the CPQS team, the site decided that this
sensitive question, while legitimate, should not be asked during the
admissibility interview. It will only be asked once the user has been
admitted. The program managers implemented this decision.



 The joint efforts to reduce the backlog of medical dossiers

 Centrale de rendez-vous JGH

 GAMF

 Respect! Campaign

 Direction Santé mentale et dépendances initiatives

 Streamlining of the Lost and Found process 

 Mistreatment awareness from staff

 Collaboration with CPQS

 and…



 The dedication of the Commissariat’s staff
 Dr. Paul Warshawsky’s collaboration
 Dr. Harvey Sigman’s commitment
 Rosemary Steinberg’s continuous involvement




